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ABSTRACT 
This research aims to know the significance of the influence of e-Service Quality on 
Customer Satisfaction andits impact on Customer Loyalty TelkomSpeedy. Methods of 
data analysis using regression techniques and path analysis (path analysis) with the 
help of IBM SPSS program (Statistical Package for the Social Science). The results 
showed that the e-Service Quality significant effect on Customer Loyalty through 
Customer Satisfaction. The implications of this study, in order PT.Telekomunikasi 
Indonesia (Telkom) especially on TelkomSpeedy better able to improve the e-Service 
Quality is given so that it can directly impact on Customer Satisfaction with what is 
cool to meet customer needs.  
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ABSTRAK 
 
Penelitian ini bertujuan untuk mengetahui signifikansi pengaruh e-Service Quality 
terhadap Customer Satisfaction dan dampaknya terhadap Customer Loyalty 
Telkomspeedy. Metode analisis data menggunakan teknik regresi dan analisis path 
(analisis jalur) dengan bantuan program IBM SPSS (Statistical Package for the 
Social Science). Hasil penelitian menunjukkan bahwa e-Service Quality berpengaruh 
signifikan terhadap Customer Loyalty melalui Customer Satisfaction. Implikasi 
penelitian ini, agar PT.Telekomunikasi Indonesia (Telkom) khususnya pada 
Telkomspeedy lebih mampu meningkatkan e-Service Quality yang diberikan 
sehingga dapat secara langsung berdampak terhadap Customer Satisfaction dengan 
memenuhi kebutuhan apa yang dinginkan pelanggan.  
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